Emotional labor (EL) is the process by which employees manage their true feelings in order to express organizationally desired emotional displays. We develop and test components of an organizing framework for emotional labor wherein various aspects of emotional labor are understood through the underlying discordance versus congruence in felt versus displayed emotions. Meta-analytic results from 109 independent studies (total N ¼ 36,619) demonstrate that discordant emotional labor states are associated with a range of harmful consequences (health-, attitudinal-, and performance-related), whereas congruent emotional labor states do not incur these harmful consequences. We identify different patterns of worker-and work-related correlates on the basis of emotional discordance-congruence, as well as interesting occupational differences in these relationships. Lastly, we find discordant forms of emotional labor partially mediate the effects of organizational display rules on burnout, whereas congruent states do not mediate this relationship.
Emotions are an integral part of the human experience. Over the past 30 years, research in organizational psychology has increasingly attended to the emotional drivers of work behavior and outcomes. One might say that all roads have led to affect; researchers in a variety of topic areas have found that emotional processes are core components of individual and collective processes in organizations, including workplace motivation (e.g., George & Brief, 1996) , leadership (e.g., Gooty, Connelly, Griffith, & Gupta, 2010) , workplace attitudes (e.g., Weiss & Cropanzano, 1996) , conflict management and negotiation (e.g., Fulmer & Barry, 2004; van Kleef, De Dreu, & Manstead, 2004) , and team functioning (e.g., Barsade, 2002; Kelly & Barsade, 2001) . One of the most central aspects of emotions that shapes behavior in the workplace is emotional labor.
Emotional labor requires workers to subordinate their genuine emotions in order to display emotions which are consistent with work role expectations (Glomb & Tews, 2004) . Although much of the early work on emotional labor has focused on the effects of emotions on workers in the service, healthcare, and hospitality industries (e.g., Holman, Chissick, & Totterdell, 2002) , emotional expression is a core aspect of the human experience, and so there is an increasing emphasis on understanding emotional processes in the workplace (e.g., Bono, Foldes, Vinson, & Muros, 2007; Fisher & Ashkanasy, 2000) . This widespread effort to understand worker emotions has generated a large base of empirical studies which shed light on worker emotions, particularly the emotional labor construct. However, whereas individual empirical studies illuminate particular dimensions of emotional labor as well as their linkages to particular antecedents, correlates, and consequences there is a need to theoretically synthesize this research in terms of what is presently known about emotional labor, and what we most need to figure out in the coming decade. Thus, this review will: (a) advance an integrated view of emotional labor by examining the nomological network surrounding five emotional labor states examined in prior research (which differ by the extent to which they result in dissonance between felt and displayed emotions), and (b) explore the impact of discordant and congruent states as an underlying theoretical driver which explains patterns of observed relationships between emotional labor and its correlates and consequences.
Toward this end, this research makes five important contributions to knowledge on emotions in the workplace. First, we present the bottom line on the consequences of emotional labor for a range of health, attitudinal, and performance outcomes. Second, we present the state of knowledge on emotional labor correlates, both worker-related (e.g., neuroticism) and work-related (e.g., display rules). Third, we test two conceptual (occupation and target of emotional labor) moderators and one methodological (study design) moderator of the relationship between emotional labor and its correlates and consequences. Fourth, we explore the joint effects of display rules and emotional labor states on employee emotional well-being. Fifth, we organize our results in light of a theoretical reorganization of emotional labor states along the discordance-congruence continuum, which reflects the extent to which felt and displayed emotions are aligned.
Emotions and the emotional labor construct
Scholars agree that emotions affect ''physiology, facial and bodily expressions, behavior, cognition, and subjective experiences'' (Côté & Morgan, 2002, p. 947) , and that humans are capable, with effort, of regulating their emotions so as to optimize their responses to changing contexts (Weiss & Cropanzano, 1996) . According to Gross (1999) , emotion regulation refers to all conscious and unconscious efforts to change one or more aspects of an emotion. Gross identifies two forms of emotion regulation: antecedent-focused and response-focused. Antecedent-focused emotion regulation involves the individual reassessing the source of the emotion (e.g., a nurse reminding herself to feel sympathetic toward an insolent patient; the initial emotion of irritation is replaced with sympathy upon the reevaluation of the source of the emotion). Response-focused emotion regulation involves the individual manipulating their physiology, facial and/or bodily expressions, behaviors, and cognitions once the emotion has already registered (e.g., a teacher attempting to fake a positive emotion toward a recalcitrant student; Côté & Morgan, 2002) . Gross (1998) found individuals experience more psychological strain when engaging in a response-focused emotion regulation strategy (faking or suppressing their genuine emotions), than when they either exercise in an antecedent-focused strategy or do not regulate their emotions. Further, Côté and Morgan (2002) found this pattern of effects extends to job-related outcomes as well; response-focused emotion regulation strategies (e.g., suppression or faking of emotions) led to decreased job satisfaction and turnover intentions.
All organizations have both expressed and implied guidelines for employee conduct based on the position the employee holds. Within these guidelines are relatively strict expectations of acceptable and unacceptable emotions to display at work; these expectations are called display rules (Diefendorff, Erickson, Grandey, & Dahling, 2011) . Emotional labor occurs when an employee has to alter his/her true emotions in order to conform with the organization's/job's display rules (Morris & Feldman, 1997) . When genuine emotions are aligned with requirements for emotive displays, then the employee is free to act in a manner that is consistent with their natural desires (emotional consonance; Zammuner & Galli, 2005b) . Research suggests emotional consonance has a number of positive effects, including enhanced feelings of personal accomplishment and decreased levels of emotional exhaustion (Näring, Briët, & Brouwers, 2006) . Problems arise, however, when employees' genuine emotions are asymmetric or inconsistent with display rules. For example, the employee may be experiencing a negative emotion, but is required to display a positive one (e.g., in a customer service interaction; Grandey, Dickter, & Sin, 2004) or may be experiencing positive emotions, but is required to display negative emotions (e.g., hospital employees often have to suppress positive mood or emotions in favor of a more subdued emotive display). In scenarios where genuine emotions are inconsistent with required emotive displays, employees must either break display rules or they must engage in emotion regulation in order to enhance, suppress, or fake their genuine emotions to produce the prescribed emotional display (Grandey, 2000) .
Emotional labor strategies have been differentiated based on the extent to which they involve an antecedent-focused or responsefocused emotion regulation strategy. This distinction has important implications for the resulting emotional state. With antecedentfocused strategies, the resulting emotional state is congruous-felt and expressed emotions are inherently consistent. Whereas energy may be required initially to adjust felt emotions, no further energy drain is incurred once the emotions are in line. Conversely, with response-focused strategies, the effort is not expended to change the felt emotion but rather is continuously expended to mask true emotions so that emotive displays conform to expectations. In this sense, the distinguishing feature of response-focused strategies is the discordance between felt and displayed emotions. We use this congruence/ discordance view of emotional labor states as a lens to understand the differential patterns of relationships found in past research on emotional labor.
Researchers have articulated five emotional labor strategies, which fall at different points on this emotional congruence-discordance continuum. Two of these strategies fall toward the end of the continuum reflecting congruence between felt emotions and required/displayed emotive behavior (emotional consonance and deep acting) and three fall along the opposite end of continuum which reflects discordance between felt emotions and required/displayed emotion expressive behavior (surface acting, emotional dissonance, emotional suppression). Table 1 reports examples from the extant literature of definitions and operationalizations of these five emotional labor states.
Discordant emotional states
Discordant emotional states are psychological conditions wherein an individual's authentic felt emotions are in conflict with his/her expressed emotions. Research on emotional labor elaborates three constructs-surface acting, dissonance, and suppression-each reflecting aspects of emotional discordance.
Surface acting. Surface acting occurs when employees simply present a ''good-employee'' facade, or ''act'' in the appropriate way at work to meet organizational expectations, even though their true feelings remain unchanged and inconsistent with their displayed feelings (Hochschild, 1983; Johnson & Spector, 2007) . Researchers have defined surface acting as a ''response-focused strategy'' in which the individual effectively carries out the emotional labor process to display the organizationally desired emotion, even though the displayed emotion conflicts with the individual's authentic feelings (Spencer & Rupp, 2009 ). The distinguishing criterion in surface acting is that the individual does not modify his or her true feelings internally to match what is required-the external appearance conforms with expectations while the internal emotions/feelings do not change (Hochschild, 1983; Karatepe & Aleshinloye, 2009) . Therefore, in surface acting, the state of emotional dissonance caused by the incongruity between acting and feeling is never reconciled.
Emotional dissonance. To avoid the consequences involved in displaying true emotions, an individual may have to separate from their felt emotions in order to meet the external expectations and occupational requirements; this form of detachment is formally referred to as emotional dissonance (Hochschild, 1983; Johnson & Spector, 2007) . Emotional dissonance is a consequence of having to display specific emotions that contrast with those genuinely felt by an individual, and has been described as a type of person-role conflict, because the individual does not identify with the role requirements and must alter their response in order to satisfy role expectations (Abraham, 1999; Hochschild, 1983; Wharton & Erickson, 1993) .
Emotional suppression. Like surface acting and emotional dissonance, emotional suppression creates discordance between one's felt and displayed emotions. Emotional suppression occurs when an individual regulates her emotions by attempting to inhibit or suppress expressive behaviors which would be inconsistent with organizational display rules (Dollard & Winefield, 1994; Srivastava, Tamir, McGonigal, John, & Gross, 2009 ).
Congruent emotional states
Congruent emotional states are psychological conditions wherein an individual's authentic felt emotions are consistent with his/her expressed emotions. Research on emotional labor elaborates two constructs-deep acting and emotional consonance-each reflecting aspects of emotional congruence.
Deep acting. An individual practicing deep acting does not simply display the appropriate emotions, but actually internalizes the mandated emotion; deep acting is the process of ''modifying internal affect so that it matches with [the] outward expressions'' demanded by the job-role requirements (Hochschild, 1983; Spencer & Rupp, 2009, p. 429) . This realignment resolves the initial emotional discordance, resulting in an emotional state where felt and displayed emotions are congruent. Yugo, 2009 ''[T] here is a third strategy that has been considered as a part of emotional labor: the expression of genuine felt emotions . . . This takes place when the employee's actual emotions already mimic those expected from the job, thereby eliminating the effort involved in order to achieve the organizationally desired response'' (pp. 6-7)
Assessed genuine expression of felt emotion was using the 3-item measure by . Emotional consonance. Emotional consonance refers to emotional labor states where the individual expresses his/her genuine felt emotions (Yugo, 2009; Zammuner & Galli, 2005b) . Consonance is similar to deep acting in that there is a congruence between felt and expressed and emotions. The notable difference is that with consonance there is no need to expend any energy-regulating emotions because natural emotions are in line with those expected in the job context. Figure 1 presents an overview of the nomological net of relationships examined in the current study, centered on this discordantcongruent conceptualization of the emotional labor construct. Various aspects of emotional labor are distinguished by the extent to which emotional psychological states are discordant or congruent-reflecting harmony between felt and displayed emotions on the one hand, versus conflict between felt and displayed emotions on the other. We organize our review around four research questions depicted in Figure 1 .
Research Question 1: What are the health, attitudinal, and performance consequences of discordant and congruent emotional labor states?
The occurrence of emotional labor in all workplaces, coupled with the knowledge that certain working conditions make it difficult for employees to avoid emotional labor, suggests that it is important to understand any potential negative implications associated with the construct and employee-and work-related outcomes. Three types of consequences of emotional labor have been posited: health outcomes, attitudinal outcomes, and performance outcomes.
Health consequences. The most often-studied consequence of emotional labor is burnout. Burnout is closely related to emotional labor because of the parallel emphasis on front-line employee-customer exchanges as well as the management of emotions, and has been defined as ''an indication of the employees' growing inability to adequately manage their emotions when interacting with clients'' (Zapf, Seifert, Schmutte, Mertini, & Holz, 2001, p. 527) . Although burnout similarly acknowledges the need for the regulation of emotions in the workplace to meet prescribed role requirements, it focuses on the implications of no longer being capable of successfully controlling emotional displays, whereas emotional labor focuses on the strategy of creating appropriate displays. Three specific dimensions of burnout were identified by Maslach and Jackson (1981) and have been widely accepted in research to date: depersonalization, reduced personal accomplishment, and emotional exhaustion (Zapf et al., 2001) .
One indicator of burnout, depersonalization, occurs when an individual ''seeks emotional distance or feels estranged from others,'' (Brotheridge & Lee, 2003, p. 367) . Employees experiencing depersonalization are no longer able to effectively manage their emotions relative to personal interactions. In turn, they emotionally retreat, often becoming apathetic and distant from the situation by viewing the customers as objects rather than persons. Similarly, emotional labor may result in another dimension of burnout, reduced personal accomplishment, an employee's ''diminished sense of efficacy or accomplishment in their role performance'' (Brotheridge & Lee, 2003, p. 367) . Maslach, Schaufeli, and Leiter (2001) explained that reduced personal accomplishment can be derived from a deficit of proper resources or the depletion of energy and lack of unity with the job, causing employees to doubt their skills and abilities or not feel satisfied with their work performance. Employees utilizing emotional labor to successfully carry out work tasks with the proper emotional display may suffer from reduced personal accomplishment because of the propensity to perceive their performance as inauthentic, preventing them from taking credit for any achievements attained while employing emotional labor (Dormann & Kaiser, 2002; Mikolajczak, Menil, & Luminet, 2007; Miller & Kosten, 2008) .
A third indicator of burnout, emotional exhaustion, has also been found to correlate with emotional labor. Defined as ''the state of depletion and fatigue,'' emotional exhaustion is often manifested through expressions of irritation, anger, depression, and disappointment (Grandey, 2003, p. 89; Zhang & Zhu, 2008 ). The energy exertion aspect of emotional labor is thought to lead directly to emotional exhaustion (Brotheridge & Lee, 2003) .
Emotional labor may also adversely affect other aspects of employee health. If the psychological strain associated with emotional discordance becomes intense, it could lead to physiological health problems. Additionally, the strain and exhaustion characteristic of burnout could also harm the individual's physical health. Research in this area has reported a strong negative correlation between emotional labor and health (Dormann & Kaiser, 2002; Wegge, Vogt, & Wecking, 2007; Zapf, Vogt, Seifert, Mertini, & Isic, 1999) .
Attitudinal consequences. A second focus of emotional labor research has been aimed at understanding the attitudinal consequences of emotional labor. Research suggests emotional labor can affect job satisfaction (Rutner, Hardgrave, & McKnight, 2008) , work withdrawal, and turnover intentions (Abraham, 1999; Bakker & Heuven, 2006; Karatepe & Aleshinloye, 2009; Rutner et al., 2008) . As research suggests these outcomes have repercussions for organizational competitiveness (e.g., Harrison, Newman, & Roth, 2006; Shore & Martin, 1989) , it is important to explore the extent to which the discordance versus congruence of emotions may have differential implications for employee work attitudes.
Performance consequences. Employees struggling with emotional labor may also face performance problems. The energy expended managing emotions may well detract from cognitive resources needed to make highquality decisions and perform tasks effectively (Bakker & Heuven, 2006) . Further, in many jobs, part of work performance is the ability to produce required emotive displays (e.g., nurses must be able to express sympathy and compassion in addition to performing other nursing tasks); the energy expended in performing emotional labor and the employee's success in doing so may detract from the emotional resources required to effectively perform in their role.
Research Question 2: What are the worker-and work-related correlates of emotional labor states?
A second critical question is what predicts or cooccurs with emotional labor? Empirical research has explored a variety of factors which are thought to precede emotional labor. We classify these in terms of those which are worker-related (i.e., tied to individual differences) versus those which are work-related (i.e., stemming from an aspect of the work environment). In order to avoid causal ambiguity, we use the term correlates instead of antecedents.
Worker-related correlates. Empirical work suggests associations between emotional labor and the Big Five personality characteristics (Diefendorff, Croyle, & Gosserand, 2005) , selfmonitoring (Bono & Vey, 2004; , emotional intelligence (Wong & Law, 2002) , self-efficacy (Bandura, 1994) , and affectivity (Bono & Vey, 2004) , though these relationships seem to differ depending on the emotional labor state studied. Such disparity may have implications for conclusions drawn regarding the role of personality in work performance. For example, recent research on emotional intelligence (which is ''the ability to recognize and use emotional information in social interactions''; Grandey, 2000, p. 106) has concluded that emotional labor moderates the relation between emotional intelligence and job performance; emotionally intelligent individuals perform better than emotionally unintelligent individuals at emotionally laborious jobs, but there is no difference between groups for jobs that do not involve emotional labor (Wong & Law, 2002) . However, it is unclear whether this is true for all forms of emotional labor, or just discordant states. Further, positive affectivity has been shown to be negatively related to emotional labor, while negative affectivity is positively related to emotional labor (Bono & Vey, 2004) , though these findings appear to be based mostly on research related to discordant forms of emotional labor.
Work-related correlates. Aspects of the job context may also affect emotional labor. For example, Morris and Feldman (1996) hypothesized that supervisor support, routineness of task, task variety, form of interaction, and job autonomy may be associated with worker emotions, emotive displays, and emotional labor.
Research Question 3: Do occupational group, EL target, and study design moderate the relationships between emotional labor and its correlates and consequences?
Research has demonstrated that emotional labor can impact a diverse range of employees and workplaces. We examine two conceptual (occupational group, target of EL) and one methodological (study design) moderator of emotional labor relationships. Although emotional labor is relevant to the experience of work regardless of the occupation (Glasø & Einarsen, 2008) , there are some professions in which employees are more prone to engage in emotional labor. Some of the most notable occupations recognized for high EL usage levels are front-line positions, specifically customer service representatives, call-center agents, police officers, nurses, and teachers. We also examine the extent to which the target of the emotional labor is internal versus external to the organization. It is possible, for example, that individuals have to engage in more emotional labor when the source is internal (i.e., coworkers and supervisors), whereas they can more easily ''escape'' from external sources (e.g., customers). Third, we examine the study design as a possible methodological moderator of observed relationships.
Research Question 4: Do discordant and congruent emotional labor states mediate the relationship between display rules and burnout?
Past research demonstrates that situational constraints, namely organizational display rules (''social norms regarding the appropriate experience and display of emotions''; Bono & Vey, 2004, p. 215) , lead employees to engage in emotional labor. The logic of past work posits that emotional display rules present in the work environment lead to emotional labor, and that emotional labor in turn affects burnout. Interestingly, this pattern fits with discordant states, but not congruent ones; when display rules lead to emotional labor states wherein there exists conflict between felt and displayed emotions, the emotional labor will relay into burnout. However, when emotional display rules prompt congruent emotional labor states, there is no reason for the emotional labor to produce a burnout response. Thus, we examine the extent to which discordant and congruent emotional labor states differentially mediate the relationship between display rules and burnout.
Method

Database
One hundred and nine independent studies reported in 97 manuscripts (total N ¼ 36,619) examining emotional labor in the workplace were included in this meta-analysis. To ensure a comprehensive search, we compiled the relevant literature using a multi-faceted approach involving (a) a computerized search of the PsychInfo, Business Source Premier, and Google Scholar databases using relevant keywords or phrases (e.g., emotional labor, surface acting, deep acting, emotion and customer service, emotion and dissonance, emotion and suppression, emotion and regulation, etc.), (b) a manual search for references cited in studies included in this meta-analysis, and (3) a search of references cited in recent reviews of the emotional labor construct (e.g., Bono & Vey, 2004; Chau, 2007) .
To be included in the database, studies must have either reported a correlation between emotional labor and at least one relevant construct, or reported sufficient information to compute a correlational relationship between emotional labor and this construct. Ten studies reported the results of an experiment investigating the role of emotional labor and/or display rules in relevant correlates/outcomes. These studies reported sufficient effect size information (e.g., means and standard deviations for experimental and control groups, t or F statistics) to permit conversion of the effect size estimates into a point-biserial correlation using formulas provided in Hunter and Schmidt (2004) . As point-biserial correlations are attenuated (in this case, due to the dichotomization of either emotional labor or display rules in the primary study), corrections were made to convert correlations to a full +1 scale; we also made adjustments to the sample sizes for the corrected correlations to avoid underestimating sample error variance using procedures described in Schmidt (1990, 2004) and Ones, Viswesvaran, and Schmidt (1993) . When studies contained multiple samples and reported effect sizes separately for each sample, those correlations were analyzed independently. When authors reported multiple estimates of the same relationship from the same sample (e.g., satisfaction and more than one form of emotional labor), those correlations were examined separately only as appropriate for subanalyses (e.g., satisfaction and deep acting vs. surface acting), but an average correlation was computed for all global metaanalyses of those relationships (e.g., emotional labor and satisfaction) to maintain independence (Hunter & Schmidt, 2004) . A list of the studies included in this meta-analysis is included in the reference section prefixed with an asterisk.
Primary study characteristics. Table 2 reports descriptive statistics for the meta-analytic database. The majority of studies employed field samples (91%) and used survey methods of collecting information about emotional labor and/or display rules (91%). Thirty percent of the samples were employees in customer service roles (e.g., call centers, hospitality/hotels, retail), 10% of the samples were employees within the healthcare industry (e.g., doctors, nurses, medical technicians), and 9% of the samples were employees within the education industry (e.g., teachers, college professors, tutors, principals); 50% primary study authors simply broadly surveyed working adults and included members of various industries/roles within the same sample (e.g., customer service, education, health care, law enforcement, administrative). Forty-one percent of the studies on emotional labor examined the role of emotional labor directed towards individuals within the employee's organization (e.g., supervisors, coworkers, team members, and direct reports), 54% of the studies examined the role of emotional labor directed towards individuals served by the organization (e.g., customers, clients, students, patients, the community, etc.), and 5% of the studies examined emotional labor in general, without specifying the target.
Measurement of emotional labor. As can be seen in Table 3 , a variety of measures have been used to assess emotional labor. We would have liked to conduct a moderator analysis examining the role of emotional labor scale in the relationships examined within this study. However, about half (43.36%) of the studies employed measures of emotional labor which were more or less sequentially developed/ improved over time and which include a common subset of items to assess one or more of the emotional labor dimensions (e.g., Brotheridge & Lee, 2003; Grandey, 2003; or Richards & Gross, 2000) . Unfortunately, as item-level effects were not reported in these studies, we were not able to examine these scales independently. Although a number of other ''independent'' measures have been used, none have been used with enough frequency to permit moderator analyses. An important direction for future research is to explore the comparative validity of common emotional labor scales in explaining variance in employee personal and work outcomes.
Coding procedure and coder reliability
Each study was coded for (a) sample size, (b) sample characteristics, including occupation, (c) study design, (d) operationalization of emotional labor, (e) target of the emotional labor (i.e., whether the emotional labor was focused towards individuals within the organization or to individuals served by the organization), (f) correlations/effects between emotional labor/display rules and relevant correlates/outcomes, and (g) reliability estimates for emotional labor and correlates/outcomes, when available. To ensure coding consistency and construct validity, the authors jointly developed a coding scheme based upon the conceptual and operational definitions for relevant constructs within the primary studies. Two of the study's authors independently coded the studies that met criteria for inclusion in this study. Intercoder agreement was very high (99%), likely due to the objective nature of the data coded and the consistency with which it was reported in the primary studies. Instances of disagreement were resolved through discussion.
Coding of the emotional labor construct. Although approximately 25% of studies reported results for only emotional labor in general/overall, the majority of studies investigated one or more of five states of emotional labor: (a) two representative of emotion congruence: deep acting (e.g., Grandey, 2003; Holman et al., 2002; Zhang & Zhu, 2008) , and emotional consonance (e.g., Näring et al., 2006; Yugo, 2009) , and (b) three representative of emotion discordance: surface acting (e.g., Chau, 2007; Totterdell & Holman, 2003; Zammuner & Galli, 2005a) , emotional dissonance (e.g., Abraham, 1999; Giardini & Frese, 2006; Lewig & Dollard, 2003) , and emotional suppression (e.g., Gross & John, 2003; Schaubroeck & Jones, 2000; Sieverding, 2009) . We first coded each of the types of emotional labor separately to examine the role of each in relevant correlates and consequences. Then, to obtain an overall estimate of the relationships associated with emotional labor, average correlations across subdimensions were computed as appropriate.
Coding of emotional labor outcomes. The primary studies evaluated two key types of consequences of emotional labor: employee-related and work-related. Employee-related outcomes of emotional labor were burnout and health. Three different indicators of burnout were reported in the primary studies: (a) depersonalization (distancing oneself from personal interactions at work, often characterized by viewing customers/clients as objects), (b) reduced personal accomplishment (reduced self-efficacy or reduced association with work-related accomplishments), and (c) emotional exhaustion (the depletion of emotional energy). We examined the role of emotional labor on burnout overall as well as by indicator of burnout. Employee health examined the effect of emotional labor on the physical wellness of employees and was typically Pennebaker, 1982) . Work-related outcomes associated with emotional labor examined in the primary studies included job satisfaction, work withdrawal, turnover intent, and performance (task and emotion). Job satisfaction was operationalized primarily through the use of validated satisfaction measures (e.g., Diener, Emmons, Larsen, & Griffin, 1985; McKnight, 1997) . Work withdrawal, an employee's tendency to withdraw from work (e.g., via absenteeism, tardiness, or excessive breaks), and was measured most commonly using the Job Involvement Questionnaire (Kanungo, 1982; Misra, Kanungo, & Stuhler, 1985) . Turnover intent, the employee's desire to leave the organization, was typically operationalized either through an idiosyncratic scale or with a validated measure (Cropanzano, James, & Konovsky, 1993; Porter, Steers, Mowday, & Boulian, 1974; Singh, Verbeke, & Rhoads, 1996) . Work performance was typically operationalized using subjective performance evaluations or through objective measures of employee performance. We coded type of performance as a moderator; specifically, performance was coded as being either ''task'' (e.g., job or task performance) or ''emotion'' (e.g., successfully displaying required emotions as indexed by customer perception of emotional displays, etc.).
Coding of emotional labor correlates. The primary studies examined two types of correlates of emotional labor: individual-difference variables and work-related correlates. The constructs examined within individual-difference variables included worker sex and tenure as well as a number of personality constructs, including the Big Five (openness, conscientiousness, agreeableness, extraversion, and emotional stability), self-monitoring, emotional intelligence, selfefficacy, positive and negative affectivity, and positive and negative emotions. All personality correlates were assessed using validated scales.
Work-related correlates included employee perception of job or workplace stress, workplace support, display rules (requirements to present certain emotions during the course of performing the job), worker tenure, and justice perceptions.
Analyses
The meta-analytic methods outlined by Hunter and Schmidt (2004) were used to analyze data. Corrections were made for sampling error and measure reliability. Corrections were made for measure reliability using artifact distribution meta-analysis as reliability estimates were not consistently reported in primary studies. Given the possibility of a file-drawer effect wherein significant findings are more likely to be published than insignificant findings (Rosenthal, 1979) , we conducted a file-drawer analysis (Hunter & Schmidt, 2004) to estimate the number of studies reporting null effects that would be required to reduce the reliability-corrected correlations to a specified lower value (we used r ¼ .05).
Moderator analyses were conducted for emotional labor state examined in the primary studies (deep acting, emotional consonance, surface acting, emotional dissonance, emotional suppression), type of burnout (depersonalization, reduced personal accomplishment, emotional exhaustion), type of performance indicator (task or emotion), occupation (customer service, education, healthcare), study design (experiment, survey), and target of emotional labor (internal to organization, including coworkers, supervisors, and direct reports; vs. served by organization, including customers, clients, patients, and community). We followed Hunter and Schmidt's (2004) approach to testing for moderators; metaanalyses were conducted by level of moderator, and then conclusions were drawn about the presence and nature of moderators by examining both the credibility intervals (CV) and the confidence intervals (CI) around r within each meta-analysis (rho; the reliability-corrected mean correlation; Hunter & Schmidt, 2004; Whitener, 1990) . Whereas the CV provides an estimate of the variability of r across studies (wide CVs suggest the presence of a moderator, and CVs that do not include zero indicate that effects generalize across studies; Bobko & Roth, 2008; Kisamore, 2008; Kisamore & Brannick, 2008) , the CI provides an estimate of the accuracy of our estimation of r (Whitener, 1990). As such, relationships may be interpreted to generalize across situations in which the 80% of CV does not include zero, and rs may be interpreted to be meaningfully different from one another when one r estimate was not included in the CI band of the other r estimate.
Using regression analyses, we sought to determine the independent contribution of emotional labor (overall, as well as by dimension of emotional labor) to the prediction of burnout after controlling for the effects of display rules. Following the theory-testing method developed by Viswesvaran and Ones (1995) , we conducted regression analyses on metaanalytically derived correlations between the variables (i.e., meta-analytic regression; Colquitt, Conlon, Wesson, Porter, & Ng, 2001; Zimmerman, 2008) . We used the harmonic means of the total sample sizes on which each meta-analytic correlation from the input matrix was estimated to compute the standard errors associated with the regression coefficients (cf. Viswesvaran & Ones, 1995) .
Results
Tables 4 through 13 present results of metaanalytic tests examining the core relationships among emotional labor and its presumed correlates and consequences.
RQ1: What are the health, attitudinal, and performance consequences of discordant and congruent emotional labor states?
Extensive research attention has been directed at two types of employee-related consequences: burnout and health. As can be seen in Table 4 , our meta-analysis of the 59 studies that examined emotional labor in relation to burnout suggests a stable positive relationship between the two constructs (r ¼.29, k ¼ 59, the 80% credibility interval does not include zero). The same is seen for each dimension of burnout, with the strongest correlations found for the role of emotional labor in depersonalization (r ¼.36, k ¼ 20, the 80% credibility interval does not include zero) and emotional exhaustion (r ¼.29, k ¼ 54, the 80% credibility interval does not include zero). When type of emotional labor is examined separately the difference between discordant and congruent emotions becomes apparent: whereas discordant emotional labor states are positively associated with burnout (surface acting: r ¼.40, k ¼ 37; emotional dissonance: r ¼.38, k ¼ 23; and emotional suppression: r ¼.21, k ¼ 3), congruent emotional labor states are not predictive of burnout (deep acting: r ¼.02, k ¼ 59, and emotional consonance: r ¼.05, k ¼ 5). This same distinction between discordant and congruent emotional labor states is seen for each dimension of burnout as well as for employee health.
With regards to work-related consequences of emotional labor, research has examined the role of emotional labor in four types of workrelated outcomes, including job satisfaction, work withdrawal, turnover intentions, and employee performance. The differential pattern of effects between discordant and congruent emotional labor states is seen here as well. As can be seen in Table 5 , when congruent emotional labor states are examined, effects on satisfaction tend to be positive, whereas when discordant states are examined, the effects tend to be negative. For example, surface acting is significantly negatively related to job satisfaction (r ¼ -.28, k ¼ 13, the 80% credibility interval does not include zero) while emotional consonance (display of naturally felt emotions) is positively associated with jobs satisfaction (r ¼.35, k ¼ 3, the 80% credibility interval does not include zero; the rs are not included in the confidence interval for the compared effects). A similar pattern is seen with work withdrawal and turnover intentions.
Here congruent emotional labor states tend to be negatively associated with work withdrawal and intent to turnover, while discordant states tend to be positively associated with these outcomes. For example, surface acting and emotional dissonance are positively associated with withdrawal (r ¼.12, k ¼ 2, and r ¼.41, k ¼ 4, respectively, the 80% credibility intervals do not include zero) while deep acting and emotional consonance are negatively associated with it (r ¼ -.23, k ¼ 2, and r ¼ -.23, k ¼ 2, respectively, the 80% credibility intervals do not include zero; the rs are not included in the confidence interval of the compared effects). And, while surface acting and emotional dissonance are positively related with turnover intentions (r ¼.23, k ¼ 6, and r ¼.34, k ¼ 5, respectively, the 80% credibility intervals do not include zero), deep acting is negatively associated with it (r ¼ -.09, k ¼ 3, the 80% credibility interval does not include zero; the rs are not included in the confidence interval of the compared effects). Overall, there is no consistent association between emotional labor and employee performance (r ¼.04, k ¼ 24, the 80% credibility interval includes zero). Interestingly, however, when we examine type of emotional labor, congruent emotions (deep acting) are positively associated with employee performance (r ¼.12, k ¼ 9, the 80% credibility interval does not include zero) while discordant states are not correlated with performance; this pattern is repeated for each type of performance, task and emotion (r ¼.20, k ¼ 3, and r ¼.09, k ¼ 6, respectively, the 80% credibility intervals do not include zero).
RQ2: Which worker-and work-related correlates are related to discordant and congruent emotional labor states?
As can be in Table 6 , emotional labor is negatively correlated with both perceived supervisor support and justice perceptions (r ¼ -.16, k ¼ 12, and r ¼ -.30, k ¼ 3, respectively, the 80% credibility intervals do not include zero), and positively correlated with workplace stress (r ¼.38, k ¼ 9, the 80% credibility interval does not include zero). Importantly, for perceived supervisor support and workplace stress, the relationship appears to hold for the discordant emotional labor states, surface acting and emotional dissonance (support: r ¼ -.15, k ¼ 6, and r ¼ -.24, k ¼ 6, respectively; stress: r ¼.43, k ¼ 5, and r ¼.30, k ¼ 2, respectively; the 80% credibility intervals do not include zero), but not for congruent states (the rs are not included in the confidence interval of the compared effects). In fact, deep acting is actually positively associated with supervisor support (r ¼.15, k ¼ 6, the 80% credibility interval does not include zero).
As can be seen in Table 7 , individuals high in openness to experience, conscientiousness, agreeableness, and extraversion tend to be more likely to report congruent than discordant emotional labor states, whereas individuals high in neuroticism tend to be more likely to report discordant than congruent emotional labor states. Whereas surface acting and emotional dissonance are positively associated with neuroticism (r ¼.31, k ¼ 5, and r ¼.08, k ¼ 3, respectively, the 80% credibility intervals do not include zero), positive correlations are found for deep acting (rs ¼.12,.10,.29, and.16, respectively; the 80% credibility intervals do not include zero) and negative correlations are found for surface acting (rs ¼ -.06, -.21, -.19, and -.14, respectively; the 80% credibility intervals do not include zero) with the other Big 5 constructs, openness, conscientiousness, agreeableness, and extraversion (the rs are not included in the confidence interval of the compared effects).
Results also indicate emotionally intelligent individuals (e.g., emotional consonance; r ¼.25, k ¼ 3, the 80% credibility intervals does not include zero) as well as those high in positive affectivity (e.g., deep acting, r ¼.14, k ¼ 14 RQ3: Do occupational group, target of emotional labor, and study design moderate the relationships between emotional labor and its correlates and consequences?
Two theoretical (occupation and target of emotional labor) and one methodological (study design) moderators of the emotional labor relationships were examined whenever sufficient studies were available within each level of the moderator to conduct the moderator analysis (we only computed a moderator analysis when at least two studies were included in at least two levels of the moderator as a meta-analysis cannot be meaningfully computed with one study). Unfortunately, there were not a sufficient number of studies available to perform a fully factorial moderator analysis to compare the role of these moderators in discordant versus congruent emotional labor states. As can be seen in Table 8 , occupational setting moderates the strength of relationships between emotional labor and its correlates and consequences. Emotional labor is more strongly related to burnout, health, satisfaction, work withdrawal, turnover intentions and negative affectivity in customer service roles as compared with education and healthcare occupations (the rs are stronger for customer service occupations and are not included in the confidence intervals for the other occupations). No difference is seen in the emotional labor -performance or emotional labor -support relationships across occupation (the confidence intervals overlap significantly). The positive affectivity -emotional labor relationship appears to be stronger in educational occupations than in healthcare and customer service occupations (the r of.20 is not included in the confidence intervals of the compared effects). Lastly, the display rules -emotional labor relationship appears to be stronger for healthcare than customer service occupations (r ¼.40, k ¼ 3, and r ¼.19, k ¼ 8, respectively, the 80% credibility intervals do not include zero; the rs are not included in the confidence interval of the compared effect).
As can be seen in Table 9 by examining the confidence intervals, for the most part, the strength of the emotional labor relationships we examined does not differ depending on whether the emotional labor in question is targeted toward individuals internal to the organization (i.e., supervisors, coworkers, direct reports) or to individuals served by the organization (e.g., customers, patients). The exceptions include health, stress, satisfaction, and agreeableness, where stronger effects are seen for emotional labor targeted to those served by the organization; and perceived supervisor support where a stronger effect is seen for emotional labor directed toward individuals internal to the organization.
As can be seen in Table 10 , we only had sufficient samples to explore study design as a moderator for four correlates of emotional labor. With the exception of performance, study design does not appear to moderate the emotional labor relationships. With regard to performance, we see a weak positive effect for surveys and a weak negative effect for experiments (the rs are not included in the confidence interval of the compared effect). Note. k ¼ number of correlations meta-analyzed; N ¼ total number of groups; r ¼ sample size weighted mean observed correlation; SD r ¼ sample size weighted standard deviation of the observed correlations; r ¼ sample size weighted mean observed correlation corrected for unreliability in both measures; SD r ¼ standard deviation of r; 80%CV ¼ 80 percent credibility interval around r; 90%CI ¼ 90% confidence interval around r; %SEV ¼ percent variance due to sampling error; %ARTV ¼ percent variance due to all corrected artifacts; FDk ¼ file drawer k representing the number of ''lost'' studies reporting null findings necessary to reduce r to .05.
RQ4: Do discordant and congruent emotional labor states mediate the relationship between display rules and burnout?
In Table 11 , we report the role of display rules in emotional labor states. We find a significant positive correlation between organizational display rules and emotional labor (r ¼.32, k ¼ 30, the 80% credibility interval does not include zero) as well as each emotional labor state, regardless of whether it is discordant or congruent; the strongest of effect is seen for emotional dissonance, followed by surface and deep acting (r ¼.51,.31, and.32, respectively; the 80% credibility intervals do not include zero; the rs are not included in the confidence interval of the compared effect).
In Table 12 , we report the effects of display rules on work-and worker-related outcomes. We find display rules are positively associated with emotion performance and negatively associated with work withdrawal (r ¼.19, k ¼ 2, and r ¼ -.21, k ¼ 8, respectively, the 80% credibility intervals do not include zero). We also find display rules are positively correlated with all three indicators of burnout: depersonalization, emotional exhaustion, and reduced personal accomplishment (r ¼.17,.14, and.29, respectively; the 80% credibility intervals do not include zero). We sought to explore the extent to which emotional labor explains variance in burnout above and beyond display rules. Reported in Table 13 are the results of a series of meta-analytic regressions exploring the extent to which emotional labor states mediate the relationship between display rules and burnout. Results suggest that emotional labor overall, as well as the three discordant emotional labor states (surface acting, dissonance, and suppression), offer significant explanatory variance in employee burnout beyond that which can be explained by display rules. Specifically, whereas display rules are found to explain 1% of the variance in burnout (Model 1), emotional labor overall adds an additional 8% explained variance (Model 2); surface acting (Model 5) and emotional dissonance (Model 6) each explain an additional 15% of the variance in burnout after controlling for display rules. The congruent emotional labor states, deep acting (Model 3) and emotional consonance (Model 4), were not found to mediate the display rule-burnout relationship.
Discussion
The past decade has witnessed an increasing interest in the role of emotions in many aspects of work and human performance (Elfenbein, 2007) , though the role of emotions in motivating behavior is not nearly as well studied or understood as is the role of more cognitive and attitudinal processes. Much research on workplace emotions examines the extent to which emotions are beneficial or harmful to different aspects of performance (c.f. Antonakis, Ashkanasy, Dasborough, Ashkanasy, Tee, & Tse, 2009; Elfenbein, 2005; Elfenbein, Polzer, & Ambady, 2007) . Within this, we can consider job contexts that constrain the natural experience and expression of human emotions. The emotional labor phenomenon piqued the interest of organizational scholars who found that workers in the customer service and healthcare fields showed higher levels of burnout, and that there were interesting differences in resultant burnout owing to differences in how workers dealt with the emotional demands of their jobs (e.g., Porter et al., 1974; Pugliesi, 1999; Sutton & Rafaeli, 1988) . Thirty years later, the emotional labor phenomenon provides a useful framework for thinking about emotional dynamics affecting all workers as they manage the interplay between their natural/felt emotions and their required/displayed emotions.
The current study synthesizes this literature, positioning the emotional labor construct within its nomological network of antecedent, consequent, mediating, and moderating variables. We find that much can be learned about the patterns of determinants and consequences of emotional labor by organizing the results within a congruence-discordance perspective. Researchers have focused on five emotional labor states that vary by the extent to which ''felt'' and ''displayed'' emotions are in alignment with one another. When emotions are not in alignment, more energy is required to ''fake'' or ''suppress'' true emotions in order to meet organizational display rules. We delineate these emotional thinking, we elucidate underlying patterns in important and unanswered questions about, for example, which types of individual differences lead to which forms of emotional labor, and which types of labor lead to which consequences.
As can be seen in Figure 2 depiction of the emotional congruence-discordance continuum, these five strategies range from emotional consonance (where there is perfect alignment between felt and displayed emotions that requires no energy to ''manage'' emotions) to surface acting (where felt emotions are in contrast to the emotions one displays, requiring energy both to mask the true emotions and to act out the desired emotions). Although deep acting requires some initial exertion of energy to change one's underlying emotions, once felt emotions are revised, the desired emotions can be continually displayed without the additional exertion of energy. Suppression and dissonance are both on the discordant side of the continuum because they require continuous energy exertion to deal with the incompatibility in felt and desired emotions. Less energy needs to be exerted with suppression than dissonance; with suppression, the felt and displayed emotions are not necessarily in conflict, but rather a felt emotion needs to be hidden. Therefore, there is the emotional cost of masking an emotion, but not the additional cost of displaying a disingenuous one. With dissonance there is clear conflict between the felt and displayed emotions. We now consider the implications of this discordance-congruence perspective on emotional labor. Table 14 summarizes the research questions raised in the remainder of the discussion section.
The current findings show that emotional labor has consistent effects on important employee outcomes. The discordance-congruence perspective explains the divergent pattern of results with regard to burnout. Whereas discordant emotional labor states are positively associated with burnout, congruent emotional labor states are not predictive of burnout. We find this same pattern of effects for discordant and congruent emotional labor states for each dimension of burnout as well as for employee health. We expect the emotional energy needed to engage in discordant emotional labor states depletes employees' emotional reserves, which both adds to the experience of stress and reduces their ability to cope with other job stressors. Recurrent and unrelenting job stress has been consistently found to result in burnout and diminished health (Lee & Ashforth, 1996) . This pattern of divergent consequences is even more apparent when looking at the effects of discordant and congruent states on job satisfaction, work withdrawal, turnover intentions, and job performance. With these constructs, the general pattern was that congruent states have a positive impact, whereas discordant states have a negative effect. Thus, emotional processes can be either beneficial or harmful, depending on the amount of emotional energy required to enact them.
We identify patterns of worker-and workrelated correlates; for example, evidence suggests certain individual characteristics (e.g., neuroticism, negative affectivity) are positively associated with discordant, but not congruent, emotional labor. Individuals high in neuroticism are described as nervous, emotional, insecure, and unstable (McCrae & Costa, 1987) ; these individuals also appear to be more likely to adopt the responsefocused emotion regulation strategies characteristic of discordant emotional labor states. Neurotic individuals may not feel secure enough to express true emotions (emotional consonance) or their true emotions may be so dynamic/unstable that congruent emotional labor states are incompatible. Similarly, as individuals high in negative affectivity are predisposed to experience negative affective states and tend to have more trouble identifying the positive aspects in situations and relationships (Watson & Clark, 1984) , it may feel more natural for them to simply suppress inappropriate emotions and/or fake appropriate emotions than to attempt to adjust their true feelings to suit organizational display rules.
On the other hand, other personality characteristics and some work conditions appear to be positively associated with congruent, but not discordant, emotional labor states. For example, our findings suggest employee (a) perceptions of supervisor support, (b) perceptions of fairness within the workplace, (c) conscientiousness, and (d) positive affectivity, prompt concordant emotional labor states, which are not only healthier (e.g., those associated with lower rates of burnout and health problems) but also more likely to promote effective task and emotion performance. Research suggests conscientious individuals (who are by definition dependable, ambitious, reliable, and persevering; Barrick, Mount, & Judge, 2001; Cooper-Hakim & Viswesvaran, 2005) report higher levels of organizational commitment and job involvement. Fairness and support perceptions are also known to prompt commitment and involvement (Mathieu & Zajac, 1990) . Being committed to the organization and involved in the job may enhance both the importance and perceived credibility/ accuracy of organizational display rules, inspiring employees to want to feel the way the organization wants them to (deep acting) or making them feel comfortable and safe when expressing true felt emotions (emotional consonance) by engaging in the more antecedentfocused response strategies characteristic of congruent emotional labor states. Similarly, as much research on emotional labor focuses on the employee's struggle to display positive emotions when their natural reaction may be to experience negative emotions, it is not surprising that individuals high in positive affectivity (who are predisposed to experience positive affective states; Watson & Clark, 1984) are more likely to report congruent emotional labor states. Given that past research has found somewhat differing effects across emotional labor studies, we sought to understand the extent to which two theoretical (occupation and target of emotional labor) and one methodological (study design) moderators explained some of the variance in these findings. Although study design is not a moderator of the emotional labor relationships, we find some interesting differences on the basis of occupation group and target of emotional labor. With regard to occupation, our findings suggest the negative effects of emotional labor are stronger within customer service occupations than in either the healthcare or education industries. Specifically, we find stronger associations between emotional labor and burnout, poor health, low job satisfaction, withdrawal behavior, and intentions to leave the job in customer service roles than in the healthcare or educational industries. Since we were unable to conduct a fully factorial moderator analysis to compare the role of these moderators in discordant versus congruent emotional labor states, it may be that individuals in customer service roles are more likely to surface act, suppress emotions, or experience dissonance when dealing with customers, and the effect of these discordant emotional states is driving this finding. This is an interesting question for future research (see Table 14 , Question 1). Interestingly, we also found that display rules more strongly influence emotional labor within healthcare as compared with customer service jobs. A potential explanation for this finding lies in the difference in situational strength. Situational strength describes the extent to which an environment elicits the same reaction from different individuals regardless of their personality type (Meyer, Dalal, & Bonaccio, 2009) . In a number of ways, healthcare is a stronger situation than customer service. The four facets of situational strength are clarity (i.e., cues regarding responsibilities and requirements), consistency (i.e., extent to which cues are consistent with one another), constraints (i.e., limitations in individual discretion to deviate from formal procedures), and consequences (i.e., severity of the positive and negative consequences arising from worker actions). Healthcare settings present stronger situational-strength features than do customer service settings across these four facts. Situational strength is a valuable way to study features of display rules in future research on emotional labor (see Table 14 , Question 2).
With regard to target of emotional labor, we find that although individual-difference variables do not interact with emotional labor target to affect the experience of emotional labor states (which may support the idea that emotional labor states are affected more by individual experiences and responses to contextual cues than by the systematic differences in the emotional labor situation), more negative effects on employee health and work satisfaction occur when emotional labor is directed toward individuals external to the organization than to individuals within the organization. Future research might explore whether the perceived severity of consequences associated with performance failures with organizational clients increases employee anxiety in scenarios where they must display incongruent emotions with customers as compared to coworkers (see Table 14 , Question 3). Interestingly, the link between emotional labor and perceived supervisor support appears to be more negative when emotional labor must be exercised for individuals internal to the organization. This relationship may be driven by the perception that the employee must temper their emotions in order to interact with their own supervisor, for example, and is a matter for future research.
A core idea in the emotional labor literature is that organizational display rules prompt individuals to engage in psychological and behavioral strategies in order to manage their emotions at work, and that these strategies differentially affect outcomes. The current findings show that the viability of this logic depends on the specific form of emotional labor under investigation. While display rules were related to all forms of emotional labor except consonance, their relation to burnout was differentially mediated by the form of emotional labor. Notably, deep acting and emotional consonance did not mediate this effect, as these congruent forms of emotional labor are not consistently related to burnout. On the other hand, with discordant forms of emotional labor, there is a clear pattern of partial mediation.
Taken together, these results suggest that display rules are positively associated with most forms of emotional labor. Given that deep acting and consonance are forms of emotional labor requiring minimal energy exertion and that they relate to positive worker and work outcomes (e.g., do not produce burnout and are positively associated with satisfaction, performance, and job involvement), future research is needed that explores the determinants of which strategy is utilized (see Table 14 , Question 4). In particular, what determines when individuals will choose discordant versus congruent strategies? (e.g., Scott & Barnes, 2011 , have role examined the role of sex in emotional labor processes, but there may be other individual and contextual factors which determine, over time, how an employee chooses to employ emotional labor). Another relevant question for future research is how can deep acting and consonance skills be developed? (see Table 14 , Question 5).
Additional directions for future research
In addition to the directions for future research discussed in conjunction with our four research questions above, there are three additional areas in need of future examination: emotional contagion, the affect circumplex, and measurement.
Emotional contagion. While much of the research on emotional labor has explored relationships at the individual level, an interesting new vista centers on the nature and impact of emotional labor within teams and work units. Research on emotional contagion suggests that within teams, members' experience and expression of emotions reciprocally influence one another (Cole, Walter, & Bruch, 2008; Ilies, Wagner, & Morgeson, 2007; Sy, Cote, & Saavedra, 2005) . This raises both positive and negative possibilities. On the beneficial side, group-work settings provide valuable social support in stressful work settings (Chiaburu & Harrison, 2008; Haslam & Reicher, 2006; LeBlanc, Hox, Schaufeli, Taris, & Peeters, 2007; Viswesvaran, Sanchez, & Fisher, 1999; Zickar, Balzer, Aziz, & Wryobeck, 2008) . Groups also enable role differentiation that can be extended to the enactment of emotions. As our results find individuals differ in their predispositions to experience certain types of emotional labor, in teams, a beneficial strategy may be to create a role structure that enables more emotionally attuned members to lead the team in emotionally charged situations (see Table 14 , Question 6).
Conversely, the interdependence of work teams may also provide a harmful diffusion of negative emotions. Whereas in individually based jobs, workers have an emotional buffer from colleagues' negative emotions, in teambased jobs, team members are directly affected by the emotional states of their teammates (Rizkalla, Wertheim, & Hodgson, 2008) . Marks, Mathieu, and Zaccaro (2001) introduce a teamwork process, affect management, that describes team members regulating one another's positive and negative emotions so that they are constructive to task performance (see Table 14 , Question 7). Given that an increasing number of jobs are performed in team arrangements, this research seems particularly promising.
Measurement of emotional labor. We coded the emotional labor scale used in each of the primary studies included in our database with the hope of examining scale type as a possible methodological moderator of emotional labor relationships. What we found was interesting with regard to the state of emotional labor measurement: although there exist a number of scales to assess the various emotional labor states, the majority of these scales appear to have been iteratively developed, such that authors built upon and/or modified existing emotional labor scales or combined pieces of various existing scales rather than developing completely new scale items. For example, Brotheridge and Lee's 1998 scale, Brotheridge and Lee's 2003 scale, and Grandey's 2003 scale are all essentially variations of one another, and contain both identical and highly similar items. Since (a) there was so much overlap in the scales used in the primary studies, and (b) the primary studies did not report item-level relationships for the emotional labor scales, we were not able to conduct theoretically meaningful moderator analyses for emotional labor scale. In addition to the extensive overlap in emotional labor scales, we also found quite a bit of inconsistency with regard to both the labeling of emotional labor states and the operational definitions authors used to describe them. This definitional inconsistency likely exacerbates problems associated with the development of emotional labor scales. We have attempted to bring some clarity to the dimensions of the emotional labor construct by compiling a summary of operational and conceptual definitions for the five emotional labor states examined here (see Table 1 ) as well as a summary of citations for the emotional labor scales used in the primary studies in our meta-analytic database (see Table 3 ). However, future research is needed to address the issue of how best to measure emotional labor (see Table 14 , Question 8). As the emotional labor experience is a personal one, scales have been a popular choice for assessing the experience of emotional labor and choice of emotional labor management strategy. Morris and Feldman (1996) suggested that surveys may be the only way to capture the sort of personal and sensitive information inherent to emotional labor. However, others have argued a multimethod approach may be more appropriate (see Table  14 , Question 9). Grandey (2000) suggested that emotional labor is emergent, and as such it would be prudent to assess emotional labor from a more longitudinal perspective. She argues that diary methods would allow researchers to identify the sorts of events that preempt emotional labor responses and the coping techniques that are adopted to address them, as well as investigate any individual differences which may interact. These are promising directions for future research.
Affective circumplex. Past work on emotional labor generally considers both the suppression of negative emotions and the display of inauthentic positive emotions as similar components of emotional labor. Russell's (1980) affective circumplex model provides a useful way to further broaden and decontextualize the emotional labor construct. According to Russell, affect can be understood by considering two orthogonal dimensions; valence being the extent to which emotions are positive (e.g., happy) versus negative (e.g., sad), and intensity describing the degree of arousal as ranging from low (e.g., calm) to high (e.g., excited). An interesting direction for future work is to consider the extent to which the impact of discordance-congruence (the emotional state created by the degree of overlap between felt and displayed emotions) depends on the valence and intensity of felt and displayed emotions (see Table 14 , Question 10). Perhaps there are asymmetries related to the direction of discordance, or the extent to which felt emotions are positive and displayed are negative, or vice versa. Similarly, there may be asymmetric effects of feeling a low-arousal state and being required to display a higharousal state (e.g., a tired flight attendant who needs to display alertness) as compared to experiencing a high-arousal state when a lowarousal one is required (e.g., a panicked flight attendant needing to seem calm and collected). Further, it may be prudent to examine longitudinally the intersection of the affective circumplex on congruence-discordance. Wegner (1994) proposed the idea that when employees experience more emotional discordance during an event, particularly when they have been required to act positive when they felt negative, the result may be that negative affective outcomes become more intense over time (due to repetitive rumination on the negative event; see Table 14 , Question 11).
Conclusion
Jobs governed by organizationally sanctioned emotional-display rules are increasing in number as local economies turn toward a service and away from a production orientation; to be effective in their roles, front-line employees must be sensitive in their emotional displays to customers; team process and performance is benefitted by team members who are high in interpersonal acumen and who engage in emotional displays that underscore effective team interactions. Emotional labor has become an expectation of most employees, regardless of role or industry, placing a premium on research which explores the correlates and consequences of organizational display rules and various forms of emotional labor. In this study, we cumulated the extant literature on emotional labor to explore the correlates and consequences of employees ''faking'' their emotions to meet the real or perceived expectations of their roles. Results suggest that more negative outcomes result when employees display emotions in the line of work which are inconsistent with their true/felt emotions (discordant). Our results suggest several meaningful directions for future research related to antecedents, correlates, and consequences of emotional labor as well as potential moderating and mediating factors of these relationships, along with implications for organizational intervention.
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